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WHAT IS CLAIMED IS : 

1. A method for developing automated interactive 
call center agent personalities, comprising: 

querying a population to identify key personality 
5 traits sought from an assistance provider; 

evaluating empirically a plurality of the identified 
key personality traits to identify an impact on user 
satisfaction; 

defining a plurality of personality profiles, each 
10 of the plurality of personality profiles based on the key 
personality traits and their impact on user satisfaction; 

testing the plurality of personality profiles within 
a plurality of application types using a plurality of 
voice talents for a plurality of different user 
15 populations and in a plurality of differing automated 
systems ; 

obtaining user ratings for the personality traits 
within each automated system to determine whether an 
automated system accurately represents the key 
20 personality traits and profiles; 

evaluating whether the voice talents convey the key 
personality traits ; 

obtaining ratings from the population for each 
personality profile regarding personality profile ability 
25 to delivery customer satisfaction; 

evaluating whether the customer satisfaction 
delivered by each personality profile meets a desired 
customer satisfaction metric; and 



AUS01:333654.1 



ATTORNEY DOCKET PATENT APPLICATION 

064198 . 0185 



SBC CONFIDENTIAL: Solely for use by SBC employees and SBC legal counsel who have a 
need to know. Not to be disclosed to or used by any other person without prior 
authorization. Attorney/Client Privileged 

27 

varying combinations of voice talents, automated 
systems and application types until a personality profile 
meeting desired characteristics is defined. 
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2 . Software for developing a call center 
application persona, the software embodied in computer 
readable media and when executed operable to: 

interrogate a sample population to identify 
5 preferred persona characteristics; 

generate a weighting for a selected plurality of the 
preferred persona characteristics; 

construct at least one persona based on the 
preferred persona characteristic weightings; 
10 evaluate a customer satisfaction level for the at 

least one persona; and 

modify one or more aspects of the at least one 
persona to achieve a preferred level of customer 
satisfaction. 

15 

3. The software of Claim 2, further operable to 
conduct interviews with the sample population to identify 
preferred persona characteristics. 

20 4. The software of Claim 2, further operable to 

present questionnaires to the sample population to 
identify preferred persona characteristics. 

5. The software of Claim 2, further operable to 
25 perform an analysis of variance on the selected plurality 
of preferred persona characteristics to generate the 
preferred persona characteristic weightings. 
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6. The software of Claim 2, further operable to 
perform a regression analysis on the selected plurality 
of preferred persona characteristics to weight the 
preferred persona characteristics as predictors of 
customer satisfaction . 

7. The software of Claim 2, further operable to 
evaluate the at least one persona in light of a proposed 
automated system to determine whether the persona 
accurately represents preferred persona characteristics. 

8. The software of Claim 2, further operable to 
modify verbal aspects of the at least one persona to 
achieve the preferred level of customer satisfaction. 

9. The software of Claim 2, further operable to 
vary the sample population to insure an appropriate level 
of customer satisfaction across a broad customer base. 

10. The software of Claim 2, further operable to 
vary aspects of an automated system in which the at least 
one persona is to be used to insure an appropriate level 
of customer satisfaction for at least one automated call 
center application . 
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11. A method for developing an automated speech 
recognition application persona, comprising; 

identifying personality traits key to customer 
satisfaction; 

5 assigning values to the identified personality 

traits ; 

defining a plurality of personality profiles based 
on the assigned values; 

evaluating measurable customer satisfaction effects 
10 associated with each personality profile; 

rating the personality profiles regarding their 
ability to represent key personality traits in one or 
more selected automated systems; 

varying one or more characteristics of the 
15 personality profiles; and 

evaluating the varied personality profile 
characteristics to identify characteristics most capable 
of conveying preferred personality traits. 



20 12. The method of Claim 11, further comprising 

assigning empirical weightings to the identified 
personality traits using regression analysis. 

13. A method of Claim 12, further comprising 
25 performing a one-way analysis of variance for each 
identified personality trait. 
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14. The method of Claim 12, further comprising 
performing the regression analysis on the identified 
personality traits to determine a relationship between 
the identified personality traits. 

5 

15. The method of Claim 11, further comprising 
identifying the personality traits key to customer 
satisfaction using interviews with a sample population. 

10 16. The method of Claim 11, further comprising 

identifying personality traits key to customer 
satisfaction using questionnaires with a sample 
population . 

15 17. The method of Claim 11, further comprising 

varying an application in which a personality profile is 
to be used to rate the ability of the personality profile 
to represent the key personality traits of customer 
satisfaction. 

20 

18. The method of Claim 11, further comprising 
varying characteristics of a test population used to rate 
the personality profiles regarding an ability to 
represent the key personality traits in one or more 
2 5 automated systems and in evaluating the varied 

personality profile characteristics to identify the 
characteristics most capable of conveying preferred 
personality traits . 
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19. The method of Claim 11, further comprising 
varying one or more verbal characteristics of each 
personality profile to identify characteristics most 
capable of conveying preferred personality traits. 
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20 . A system for developing customer service 
applications, comprising : 

at least one processor; 

memory operably associated with the processor; and 
5 a program of instructions storable in the memory and 

executable by the processor, the program of instructions 
operable to elicit key personality traits from a sample 
population, order the key personality traits according to 
customer satisfaction relevance, create one or more 

10 customer service application personality profiles based 
on the ordered personality traits, evaluate the customer 
service application personality profiles for a customer 
satisfaction level determination, and modify one or more 
aspects of each customer service application personality 

15 profile not in accordance with a desired level of 
customer satisfaction . 

21. The system of Claim 20, further comprising the 
program of instructions operable to conduct at least one 

2 0 of a sample population interview and a sample population 
questionnaire to elicit key personality traits from the 
sample population. 

22. The system of Claim 20, further comprising the 
25 program of instruction operable to perform at least one 

of an analysis of variance and a regression analysis on 
the key personality traits to order the key personality 
traits . 
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23. The system of Claim 20, further comprising the 
program of instructions operable to modify verbal 
characteristics of each personality profile to bring the 
personality profile into accordance with the desired 

5 level of customer satisfaction. 

24. The system of Claim 20, further comprising the 
program of instructions operable to modify the 
personality profiles in accordance with an associated 

10 automated customer service application operating 

environment to achieve the desired level of customer 
satisfaction. 

25. The system of Claim 24, further comprising the 
15 program of instructions operable to vary operational 

aspects of the associated automated customer service 
application to achieve the desired level of customer 
satisfaction. 

20 26. The system of Claim 24, further comprising the 

program of instructions operable to vary one or more 
goals of the automated customer service application to 
achieve the desired level of customer satisfaction. 
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